
Empathy Maps

Restaurant reviews & 
recommendations from 
friends and family

Podcast discussions 
about healthy eating 
trends and new cuisines

Food blogs & social media 
influencers promoting 
specific restaurants


Detailed reviews and 
ratings for restaurants on 
the app.

Promotions for premium 
features and discounts.

Filters highlighting 
specific dietary 
preferences.

"It's important to find 
healthy options."

“I always check the 
reviews before ordering."

Utilizes premium features 
to get exclusive discounts 
or faster delivery.


Frequently uses filters to 
refine search results for 
healthier meals.


HEAR SEE

SAY & DO

THiNK & FEEL
�
�

"I hope this food is 
actually healthy and fresh, 
like the reviews say.""I wish I could be sure 

about the quality of the 
food before I order."


“Is this restaurant going to 
be worth the delivery 
fee?"

Satisfied when she finds a 
restaurant with great 
reviews that meets her 
dietary needs.

Frustrated by hidden fees 
and a lack of transparency 
in pricing.


Anxious about making a 
bad decision due to 
misleading restaurant 
reviews.

Sounds of his computer 
running and game 
soundtracks.

Advertisements for food 
delivery apps during 
gaming live streams.


Online chats with fellow 
game developers and 
gamers.

Frustratingly long 
estimated delivery times 
on the app.

Simple and clear 
interfaces on the food 
delivery app.

"Come on, app! Why is the 
delivery taking so long?"


"Sweet, there's a discount 
code for my favorite 
restaurant!"
"Ugh, I'm starving. Need to 

order some food quick 
before this next level."


Gets frustrated if the app 
is slow or the ordering 
process is complicated.


Reorders from his favorite 
restaurants with minimal 
browsing to save time.


Uses the app during quick 
breaks between coding 
sessions or gaming 
matches.



HEAR SEE

SAY & DO

THiNK & FEEL
�
�

"I hope this food arrives 
before I get too hungry 
and rage quit my game."
"I need to get food fast so 

I can get back to coding/

gaming."


"Ugh, another long 
delivery? Maybe I should 
have just made some 
instant noodles."

Grumpy and hangry when 
he's waiting a long time for 
food.

Frustrated by slow 
delivery times that disrupt 
his coding or gaming 
sessions.

Satisfied when his food 
arrives quickly and allows 
him to get back to his 
activities.

User Personas

Independent

Passive

Safe

Team player

Active

Risky

Messy Organized

Busy Time rich

Analytical Creative

Introvert Extrovert

Personality

Ria
“Health is a lifestyle”

� Age: 38  Gender: Femal�
� Occupation: Marketing Manage�
� Location: Hyderaba�
� Lives alone and has a pet cat�
� Tries to be as healthy as possible

Ria is a busy working professional who leads a hectic lifestyle. She 
prioritizes healthy eating but often finds herself short on time to 
cook elaborate meals at home. Food delivery apps have become a 
convenient way for her to explore new restaurants and cuisines 
without the hassle of dining out.  However, Ria can be quite critical 
when choosing a restaurant and heavily relies on user reviews to 
ensure a good dining experience.  She expects the app to be user-
friendly and transparent about pricing,  becoming frustrated by 
hidden fees or a poor customer service experience.

Narrative

Interests

Trying new cuisines,

Healthy eating and 
Pilates

Socializing with 
friends and hosting 
game nights at her 
apartment

Influences

Restaurant review 
websites

Food bloggers on 
social media

Recommendations 
from friends

Goals

Find a reliable food 
delivery app with a 
wide variety of 
quality restaurants 
to choose from.

Quick Delivery

Healthy options

Needs and Expectations

Access to a diverse range 
of cuisines, including 
healthy and vegetarian 
options.


Extensive and reliable 
restaurant ratings & 
reviews to make informed 
decisions.

Efficient and user-friendly 
app interface for easy 
browsing and ordering.

Motivations

Save time on 
cooking

Explore new culinary 
options

Enjoy a delicious 
meal at home 
without the hassle 
of dining out

Pain points and Frustrations

Inaccurate or misleading 
restaurant reviews that 
lead to disappointment 
with the food or food 
claiming to be healthy 
when it is not.


Hidden charges and 
surprise fees at checkout.

Multiple order tracking 
when hosting parties

Behaviour
This person meticulously reads restaurant reviews and uses filters 
to find healthier options before ordering food.

Independent

Passive

Safe

Team player

Active

Risky

Messy Organized

Busy Time rich

Analytical Creative

Introvert Extrovert

Personality

Rohan
“I Live to Eat and Game”

� Age: 24 Gender: Femal�
� Occupation: Game Develope�
� Location: Delh�
� Loves spending time in his man cav�
� Internet person

Rohan is a passionate game developer who pours his heart and soul 
into creating new and exciting games. He works long hours, often 
fueled by late-night coding sessions or gaming sessions he indulges 
in due to “research “ purposes.  Food delivery apps are a lifesaver for 
him, providing a convenient way to get the fuel he needs to keep his 
momentum going without any hassle. Speed and affordability are his 
top priorities.  Rohan appreciates a simple and efficient app interface 
that allows him to order his food quickly and receive it promptly.

Narrative

Interests

Game development 
(especially coding 
and designing new 
games) Playing video games 

(both solo and 
online multiplayer)

Going on  gaming 
marathon with his 
team

Influences

Favourite game 
developers and 
studios

Gaming events and 
esports 
tournaments

Goals

Quick Delivery
Open late in the 
night too

Needs and Expectations

Fast, affordable and 
reliable delivery times, 
especially during peak 
hours.


A streamlined ordering 
process that allows for 
quick food selection and 
checkout.

Clear estimated delivery 
timeframes to manage 
expectations.

Motivations

Avoids cooking 
altogether

Prioritizes 
convenience and 
affordability over a 
fancy dining 
experience.

Pain points and Frustrations

Long or inaccurate 
estimated delivery 
delivery times that leave 
him waiting for food after 
a long workday or in 
between gaming sessions.

Limited options for cash 
on delivery payments, 
restricting his payment 
methods.

States that do not specify 
the restaurants that 
deliver and those that 
don't.

Behaviour
Often reorders from favorite restaurants to minimize decision 
fatigue, prioritizing speed and convenience for quick returns to 
coding or gaming. Rarely uses premium features, leveraging app 
promotions to save money, and only leaves reviews for particularly 
negative experiences.

A little bit about the process
For the initial step, I began by jotting down a comprehensive list of potential questions, which I then refined to ensure 
the survey could be completed in less than 15 minutes. To enhance engagement, I themed the questions around food, 
making the survey more relatable and enjoyable for participants. Additionally, I offered a cookie as a token of 
appreciation for their time, given the survey's length. The survey was hosted on Tally Forms, providing a seamless 
experience for respondents. The collected data was then visually represented, allowing for clear and insightful analysis.

Survey questions

Dish or Diss- A Food Delivery App survey

Survey results (charts and graphs)

A census for foodies (Demographics) �
� What is your name? (Optional�
� What is your gender? (Male, Female, Non-binary, Prefer not to say�
� How old are you? (Select age range�
� What is your occupation? (Select occupation type�
� Where are you located? (City, State�
� What is your monthly income range? (Select income range�
� What is your relationship status? (Single, Married, Living with partner�
� Do you have any children? (Yes/No�
� If yes how many?

Your food delivery habits (Introduction Questions) �
� How often do you use food delivery service apps? (Never, Less than once a month, Once a month, 2-3 times a month, 

Once a week, Several times a week�
� Which food delivery app do you use the most frequently? (app list- Zomato,Swiggy,Dunzo,Uber Eats and Ola Eats) + 

other (which lets them to enter the app name if it is not on the list�
� Who do you usually order for (yourself, family, friends, others)? (Select all that apply�
� Why do you choose to use such food delivery apps? (Convenience,Variety of restaurants, Special offers and discounts, 

Other (Please specify)) (Select all that apply�
� Why do you prefer using a food delivery app instead of other methods (e.g., calling the restaurant directly)? (Open 

ended)

Lets get into the details (Topic-Specific Questions) �
� How do you feel about ordering food through food delivery apps? (Very positive,Positive,Neutral,Negative,Very 

negative�
� How long does it take for you to find a restaurant and place your order? (Less than 5 minutes, 5-10 minutes, 10-15 

minutes, 15-20 minutes, More than 20 minutes�
� What are some of the major factors that you consider when you choose a certain restaurant from the apps? (Cuisine 

type, Restaurant ratings and reviews, Delivery fees, Minimum order value, Estimated delivery time, Promotions and 
discounts, Other (Please specify))(Select all that apply�

� What are some things that you would check for if you had to order from a local restaurant that you have not tried 
previously? (Restaurant reviews and ratings


      Menu variety, Photos of the food, Minimum order value, Delivery fees, Special dietary options, Other (Please specify))    .         
(Select all that apply�
� When was the last time you ordered food using food delivery apps? (Date�
� How has the pandemic affected you and your decision to use food delivery apps? (Open ended�
� Do you read the restaurant reviews before ordering food or trying a new dish from a new restaurant from the food 

delivery apps? (Always, Sometimes, Rarely, Never�
� Is this feature advantageous or not and why�
� What are the things you like most about the app you use the most? (Open ended�

� Why do you like these features? (Open ended�
� What are the things you dislike about the app you use the most? (Open ended�

� Why do you dislike these features? (Open ended�
� Do you pay a premium for additional features or services within the food delivery apps you use the most? If yes, what 

kind of features? If no, why not ? (open ended) 

The final course (Wrap Up Questions) �
� In your opinion, what could food delivery apps do differently? (Open ended�
� What are your thoughts on the future of food delivery apps? (Open ended�
� Anything else you'd like to share? (Open ended)

Made with

I conducted in-depth interviews with a diverse group of 15 participants, ranging in age from 20 to 45 years old, to gain 
insights into their usage patterns, preferences, psychographics, and the challenges they face when using online food 
delivery apps.

15 
participants  

I had interviewed 15 food delivery app users 
through a survey

20-45 
Age Range  

Though skewed this age range gave various 
insights as per their usage

5 
Cities 

The people who participated were mainly from 5 
cities in India including Tier 1 and 2 cities

Male

Female

Non Binary
6.7%

20%

73.3%

Single

Married
Living with partner

6.7%

26.7%

66.7%

Yes
No

Yes No
0.0

2.5

5.0

7.5

10.0

12.5

15.0

Children

Under 25k
25-50k
50-75k
75-1 Lakh
1 Lakh +

13.2%

19.9%

33.1%

33.1%

User Research FOR A FOOD DELIVERY APP

Never

Less than once a month

Once a month

2-3 times a month

once a week

Several times a week

Every other day

Everyday

26.3%

6.6%

26.3%

26.3%

#1 Zomato

87% 

13 responses

60% 

9 responses

#2 Swiggy

13% 

2 responses

#3 Dunzo

0% 

0 responses

#4 Uber Eats

0% 

0 responses

#6 Ola Food

Food delivery app popularity

� A majority (74%) of users order for themselves or their family�
� Convenience reigns supreme (93%) for food app users. Variety is a big draw (60%), but discounts come in third 

(47%). Some users prioritize food options and app familiarity, suggesting opportunities for curation and a wider 
reach�

� Convenience is the king of food delivery apps (mentioned in 9 responses: with words "easier," "convenient," 
"less effort"). Users highlight the ease of browsing menus, avoiding phone calls (disliked by 4 users for reasons 
like social anxiety or lack of patience), and order tracking (mentioned in 3 responses) as key advantages over 
traditional methods�

� Users mostly view ordering food through delivery apps positively (73%), valuing the convenience offered, even 
though the time spent varies. There's room for improvement, but the absence of very negative responses 
indicates overall satisfaction.



Top Priorities�
� Cuisine Type (80%): This is the overwhelming top factor, highlighting users' desire for specific food types�
� Restaurant Ratings & Reviews (67%): User trust and past experiences are crucial, with a significant portion 

relying on ratings and reviews�
� Estimated Delivery Time (67%): Speed of delivery is a major concern for many users, influencing their restaurant 

selection.



Secondary Considerations�
� Promotions & Discounts (40%): Deals and discounts entice a good portion of users, but are not the primary 

driver�
� Delivery Fees (33%): While cost of delivery matters, it's less important than the first three factors�
� Minimum Order Value (27%): This might influence some users, but it's not a major deciding factor.



Other factors (13%)�
� Cash on Delivery (COD) restrictions: As mentioned in the "Other" responses, some users prioritise 

restaurants that cater to cash on delivery payments, even if it means placing multiple orders to meet 
minimum order value requirements�

� When ordering from a local restaurant for the first time, users primarily consider restaurant reviews and ratings 
(93%) and menu variety (93%). They also value photos of the food (53%) but are less concerned about 
minimum order value (13%), delivery fees (20%), or special dietary options (13%�

� The pandemic has had varied effects on the use of food delivery apps. While some users didn't change their 
habits ("Did not affect me," "Not much of a difference"), others prioritised hygiene ("Hygiene is the important 
aspect") or started using no-contact delivery options ("We didn't use them for a while and then started using 
the no-contact delivery option"). Some felt the pandemic didn't directly impact their app usage, attributing it 
more to factors like access to money and living away from home�

� Majority of users (80%) read restaurant reviews before ordering food or trying a new dish from a new restaurant 
on food delivery apps, with 33% doing so always and 47% sometimes. This indicates that reviews play a 
significant role in influencing users' decisions when it comes to ordering food through these app�

� Approximately 91% of users find reading restaurant reviews on food delivery apps advantageous, citing benefits 
such as avoiding poorly reviewed places, gaining menu insight, and making informed decisions. Some value its 
convenience and time-saving aspects. However, one user noted that it can lead to family indecision. Overall, 
reviews are seen as crucial for ensuring food quality and making reliable choices�

� Users appreciate the feature of reading restaurant reviews on food delivery apps because it helps them make 
informed decisions, avoid poorly reviewed places, and understand menu offerings. They also value the 
convenience of reordering the same items and the ability to maintain mealtime structure by sorting restaurants 
based on delivery time. Overall, these features enhance the user experience by providing useful information, 
saving time, and helping users make reliable choices�

� Users have various dislikes about their most-used food delivery apps, including slow delivery, high fees, 
minimum cash on delivery limits, confusing interfaces, and poor customer support. They also mention issues like 
heavy delivery fees, inconsistent food images, limited cash on delivery options, and delivery distance 
restrictions. Concerns about sponsored outlets, misleading offers, and inaccurate ETAs are common. Users also 
express uncertainty about tips for drivers and the visibility of lower-quality restaurants in search results. Hidden 
charges are a significant point of dissatisfaction. Overall, these dislikes revolve around fees, transparency, 
customer support, app interface design, and service quality�

� Users dislike these features of food delivery apps for various reasons. These include concerns about food 
arriving cold and soggy, dissatisfaction with platform fees, inconvenience of placing multiple orders with cash-
only payment, anxiety caused by misleading food images, and frustration with distance restrictions. Some users 
feel that these features influence their food choices and lead to a lack of trust in the app. Overall, these dislikes 
revolve around issues related to food quality, fees, convenience, trust, and the overall user experience.



Improvements and Additional Features:

Users suggest various improvements, including increasing cash on delivery limits, faster ordering processes, more 
discounts, and the ability to view customer reviews similar to Amazon. Some users also desire clearer distinctions 
between cloud kitchens and traditional restaurants. Additionally, there are requests for city-wide delivery options 
and the ability to order from multiple restaurants in a single order.



Premium Features:

While some users pay for premium features like dining offers, membership options for ease of ordering and 
discounts, and Zomato Gold for quicker delivery, others do not pay for premium features. Reasons for not paying 
include not seeing the need for them or feeling that their experience is already fulfilling without them.



Suggestions for Improvement:

Users suggest that food delivery apps offer more discounts, implement stricter restaurant onboarding criteria, 
improve customer experience, and be more honest. Some suggest using drones for delivery and showing more 
variety in food options. Others emphasize the importance of being less exploitative towards delivery drivers and 
implementing features like group ordering with automatic split payments.



Future of Food Delivery Apps:

Users envision various advancements for the future of food delivery apps, such as automated deliveries without 
human interference, using AI to order food based on thoughts, and faster meal prep times through advanced 
analytics. Some foresee high competition in the market, while others hope that people will return to restaurants 
more often, reducing the reliance on food delivery apps. There are also desires for apps to read minds and order 
exactly what the user is craving, as well as reducing choice fatigue. Overall, users believe that food delivery apps 
are already quite advanced and efficient, with further improvements focusing on enhancing features and efficiency. 

Gender Relationship Status

Income range per month

Usage Frequency

Insights derived from the survey (key takeaways)

�� User Behavior and Preferences�
� Users prioritize convenience (93%) over variety (60%) and discounts (47%)�
� Top priorities include cuisine type (80%), restaurant ratings & reviews (67%), and estimated delivery time 

(67%)�
� 75 % of users are in their 20s and the rest are in their late 30�

�� Advantages of Food Delivery Apps�
� Reading restaurant reviews is highly valued, with approximately 91% of users finding it beneficial�
� Users appreciate the convenience of browsing menus, avoiding phone calls, and order trackin�

�� Pandemic Impact�
� The pandemic has led to varied effects on app usage, with some users prioritizing hygiene and others using 

no-contact delivery options�

�� Dislikes and Suggestions for Improvement�
� Users dislike slow delivery, high fees, confusing interfaces, and poor customer support�
� Suggestions for improvement include increasing cash on delivery limits, faster ordering processes, more 

discounts, and clearer distinctions between cloud kitchens and traditional restaurants�

�� Premium Features and Future Expectations�
� Some users pay for premium features like dining offers and membership options, while others do not see the 

need for them�
� Future expectations for food delivery apps include automated deliveries, AI-based food ordering, and faster 

meal prep times. 


Overall Insights�
� Users value convenience, reliability, and transparency in food delivery apps�
� There is a strong reliance on restaurant ratings & reviews for decision-making�
� Opportunities exist for apps to improve in areas such as fees, delivery times, and customer support to 

enhance user experience.

#4 Other 
Dominos

24% 

3 responses

Competition Analysis of the top 3 food 
delivery apps

Features

Delivery options

Payment methods

Order tracking

Menu variety

User interface 
design

Accessibility

Customer reviews 
and ratings

Customer support 
quality

App performance

User 
Experience

Premium Features

Market 
Position

Market share

Brand recognition

MAU

Order Volume

Partnerships and 
Alliances

Overall 
Performance

Revenue

Market Expansion

Wide Range:  
Offers delivery from a vast 
network of partnered 
restaurants and cloud 
kitchens, catering to 
diverse preferences.

Multiple Options:  
Accepts major credit/debit 
cards, net banking, cash 
on delivery (COD), and 
potentially digital wallets 
like UPI for convenient 
cashless transactions.

Real-Time Updates: 
Provides detailed in-app 
order tracking with 
estimated delivery time, 
live location of delivery 
personnel, and order 
status updates.

Flexibility:  
Users can potentially 
choose between express 
delivery options from 
partnered fleets or 
restaurant-specific 
deliveries.

Scheduled Delivery: 
Allows users to schedule 
their orders for a later 
time, ensuring the food 
arrives exactly when 
needed.

Security: 

Zomato prioritizes secure 
transactions through 
partnerships with 
payment gateways.

Transparency: Users can 
easily monitor the 
progress of their orders on 
the map, facilitating 
planning and reducing 
anxiety.

Notifications: Sends 
notifications at key stages 
of the order process 
(order placed, preparing, 
out for delivery, delivered).

Unmatched Selection: 
Aggregates menus from a 
wide variety of restaurants 
across various cuisines 
and locations, offering the 
most extensive options.

Intuitive Navigation:  
The app provides a user-
friendly interface with 
clear menus, search 
functions, and filtering 
options, simplifying 
ordering.

Discovery Features: 
Zomato allows users to 
browse menus, filter by 
cuisine, price range, and 
dietary preferences, 
aiding exploration and 
discovery.

Customization: 

Users are able to 
personalize their 
experience with curated 
feeds, restaurant 
recommendations, and 
saved favorites. Veg only 
mode etc

Multilingual Support: 
Available in multiple 
languages catering to 
diverse user 
demographics.

Wide Availability:  
The Zomato app is  
available on major 
platforms (Android, iOS) 
and might cater to a wider 
range of devices.

Geographic Reach: 
Zomato's services might 
be available in a larger 
number of cities and 
towns compared to its 
competitors

Voice Search:  
Allows users to search for 
restaurants and dishes 
using voice commands.


Zomato Gold:  
Offers benefits like 
discounts on dining out 
and complimentary dishes 
and Priority Delivery only 
on Zomato app

Comprehensive Reviews: 
Zomato boasts a large 
user base with extensive 
reviews and ratings for 
both restaurants and 
delivery services on the 
web stores. This allows 
users to gauge overall 
experience.

Multiple Channels: In App 

Chat Support, Email 

Support and FAQs 
Zomato offers 24/7 in-app 
chat and phone support 
for order issues and 
general inquiries. 
However, some user 
reviews mention 
occasional long wait times 
or difficulty reaching 
representatives compared 
to Swiggy.

User-Friendly Interface:  
Zomato offers a user-friendly interface for 
browsing restaurants, customizing orders, and 
exploring various cuisines. However, the app can 
experience occasional slowdowns during peak 
hours compared to Swiggy's optimized 
performance.

As of H1 2023, Zomato 
held the lead with an 
estimated 54% market 

share in the Indian food 
delivery space [Source: 
Inc42].

Following closely behind, 
Swiggy captured an 
estimated 46% market 

share in H1 2023 [Source: 
Inc42].

Reviews: 

Play store-4.5 
App Store-4.6

Reviews: 

Play store-4.3 
App Store-4.4  

Most users migrated to 
zomato

Swiggy One:  
Offers benefits like free 
delivery and no surge 
pricing, special discounts, 
offers for premium 
subscribers across all 
their sub services such as 
instamart, genie and 
dineout.

All Rounder Reviews: 

Users used to use swiggy 
only for food delivery but 
now with the introduction 
of genie and instamart its 
user back is increasing

Faster Response:  
Swiggy has a reputation 
for providing customer 
support with faster 
response times compared 
to Zomato. This might be 
due to their 24/7 in-app 
chat and call support 
options.

Smooth Functionality: 
Swiggy's app is known for 
its smooth performance 
and user-friendly design. 
It excels in handling high 
volumes of orders 
compared to Zomato,  
which can experience 
occasional slowdowns.

Extensive Network: 
Swiggy offers a wide 
network of partnered 
restaurants and cloud 
kitchens, providing 
diverse delivery options.

Scheduled Delivery: 
Users can schedule 
deliveries for a later time, 
making it convenient for 
planning meals in 
advance.

Multiple Options:  
Accepts major credit/debit 
cards, net banking, cash 
on delivery (COD), and 
potentially digital wallets 
like UPI, offering flexibility 
in payment methods.

Security:  
Swiggy prioritizes secure 
transactions through 
partnerships with 
payment gateways.

Convenience: 

Users can choose 
between express delivery 
options and restaurant-
specific deliveries based 
on their preferences.

Multiple Options:  
Accepts major credit/debit 
cards, net banking, cash 
on delivery (COD), and 
potentially digital wallets 
like UPI, offering flexibility 
in payment methods.

Transparency:   
Similar to Zomato, Swiggy 
offers transparency to 
users regarding the 
progress of their orders.

Notifications:  
Sends notifications at key 
stages of the order 
process (order placed, 
preparing, out for delivery, 
delivered).

Additional features: 

Unique features like 
legends and everyday to 
break monotomy

Vast Selection:  
Swiggy offers a very wide 
selection of menus from a 
large network of 
restaurants, catering to 
various cuisines and 
dietary preferences.

Exploration Features: 
Swiggy provides features 
for browsing menus, 
filtering by cuisine, price 
range, and dietary needs, 
aiding exploration.

Must Trys and awards: 

You can order match day 
combos, and swiggy 
restaurent award winners 
menu to keep things 
interesting

Clean and Intuitive UI: 
Simple and easy-to-use 
interface.Efficient search 
functionality with multiple 
filters for convenience.

Wide Availability:  
The Zomato app is likely 
available on major 
platforms (Android, iOS) 
and might cater to a wider 
range of devices.

Multilingual Support: 
Supports several regional 
languages.


Accessibility Features: 
Designed to be accessible 
for users with disabilities, 
including text-to-speech 
and high-contrast options.

Geographic Reach: 
Swiggy services are 
available in a larger 
number of cities and 
towns compared to its 
competitors

30-Minute Delivery: 
Promises delivery within 
30 minutes or offers 
compensation (terms and 
conditions apply).


Speed and Control: 
Dominos prioritizes fast 
deliveries, primarily 
utilizing its own delivery 
fleet for hot pizzas, 
potentially leading to 
faster service compared 
to partnered fleets in 
Zomato and Swiggy. By 
using their own delivery 
personnel, Domino's might 
have more control over 
delivery times and ensure 
consistent service quality.


Multiple Options:  
Accepts major credit/debit 
cards, net banking, cash 
on delivery (COD), and 
potentially digital wallets 
like UPI for convenient 
cashless transactions.

Simpler Interface:   
The Domino's app might 
offer order tracking, but 
the interface could be 
simpler compared to the 
detailed features in 
Zomato and Swiggy.

Limited Information: 
Domino's tracking focuses 
on basic information like 
order status and 
estimated delivery time, 
with less emphasis on live 
location updates.

Security: 

prioritizes secure 
transactions through 
partnerships with 
payment gateways.

Limited Scope:  
Domino's offers only its 
own pizza menu with 
limited customization 
options compared to the 
vast restaurant selections 
provided by Zomato and 
Swiggy.

Focus on Pizza:  
Users seeking cuisines 
beyond pizza would not 
find variety on the 
Domino's app.This might 
be a blessing or a curse

Streamlined Ordering:  
The Domino's app 
prioritizes ease of 
ordering pizzas with clear 
visuals, a focus on quick 
menu navigation, and 
options for customization.

Geographic Reach: 
Domino's delivery might 
be limited to areas with 
Domino's outlets, 
potentially restricting 
accessibility compared to 
the wider coverage of 
Zomato and Swiggy.

Established System: 
Domino's  has a loyalty 
program rewarding points 
for frequent pizza 
purchases, redeemable for 
future orders.


Referral Incentives: 
Domino's might offer 
referral programs with 
bonuses for both the 
referrer and the new user, 
attracting new customers.


Familiarity:   
For users familiar with the 
Domino's menu, the app's 
design facilitates quick 
and efficient ordering.

In App Coupons: 

Migrating to using the app 
instead of ordering 
through food delivery 
giants is a bonus, and 
Domino's rewards that 
action.

Focus on Pizza Quality: 
Reviews for the Domino's 
app primarily focus on 
pizza just like the app a. It 
provides emphasis on 
delivering pizza and thats 
why has great ratings.

Primarily Phone Support:  
Domino's customer 
support is primarily 
reachable through phone 
calls.  While wait times 
might vary, the focus on 
phone support ensures 
personalized interaction 
for order issues or 
inquiries. They also do 
have in app and email 
support

Streamlined Ordering: 
The Domino's app is 
known for its stability and 
user-friendliness. It 
prioritizes a streamlined 
ordering process for their 
pizzas, ensuring fast and 
efficient app performance.


Since Domino's operates 
its own delivery network 
primarily, market share 
figures specific to online 
food aggregator platforms 
wouldn't apply. However, 
they hold a significant 
share in the pizza delivery 
market segment.


Domino's boasts strong 
brand recognition as a 
global pizza chain with a 
long-standing presence in 
India. Their brand extends 
beyond online delivery, 
encompassing physical 
outlets and established 
brand identity.


Specific MAU data for 
their app isn't publicly 
available. However, 
Domino's app downloads 
reached over 1.7 million in 
December 2019, indicating 
a sizeable user base 
[Source: Brego Business].

Reviews: 

Play store-4.1 
App Store-4.7  

”Love dominos and this 
app gives us exactly that ”

Zomato and Swiggy enjoy 
high brand recognition 
pan-India due to extensive 
marketing campaigns and 
widespread app usage.

Data on individual MAUs 
isn't readily available, but 
reports suggest their 
combined monthly app 
downloads averaged 
around 7.6 million between 
January and November 
2023, with Zomato leading 
slightly [Source: Inc42].

Data on individual MAUs 
isn't readily available, but 
reports suggest their 
combined monthly app 
downloads averaged 
around 7.6 million between 
January and November 
2023, with Zomato leading 
slightly [Source: Inc42].

Zomato and Swiggy enjoy 
high brand recognition 
pan-India due to extensive 
marketing campaigns and 
widespread app usage.

Highest Highest Mid Range

Highest Highest High but in the pizza 
delivery space

60 Billion Indian rupees  
(720 million USD) 
2022-2023 

[Source: Statista]

Around 54 Billion Indian 
rupees  (650 million USD) 
2022 
[Source: Statista]

193 million Indian rupees  
(2.3 million USD) as of 
2017 
[Source: 
Breggobusiness.com]

Domino's market 
expansion strategy 
involves opening new 
physical outlets across 
India, increasing their 
geographical footprint and 
brand presence. They 
typically open 100-150 
new outlets each year.

Acquired UberEats India in 
2014 and then Grofers in 
2022 and made it BlinkIt

Dineout in 2022

Empathy Maps

Restaurant reviews & 
recommendations from 
friends and family

Podcast discussions 
about healthy eating 
trends and new cuisines

Food blogs & social media 
influencers promoting 
specific restaurants


Detailed reviews and 
ratings for restaurants on 
the app.

Promotions for premium 
features and discounts.

Filters highlighting 
specific dietary 
preferences.

"It's important to find 
healthy options."

“I always check the 
reviews before ordering."

Utilizes premium features 
to get exclusive discounts 
or faster delivery.


Frequently uses filters to 
refine search results for 
healthier meals.


HEAR SEE

SAY & DO

THiNK & FEEL
�
�

"I hope this food is 
actually healthy and fresh, 
like the reviews say.""I wish I could be sure 

about the quality of the 
food before I order."


“Is this restaurant going to 
be worth the delivery 
fee?"

Satisfied when she finds a 
restaurant with great 
reviews that meets her 
dietary needs.

Frustrated by hidden fees 
and a lack of transparency 
in pricing.


Anxious about making a 
bad decision due to 
misleading restaurant 
reviews.

Empathy Map 
Ria

Sounds of his computer 
running and game 
soundtracks.

Advertisements for food 
delivery apps during 
gaming live streams.


Online chats with fellow 
game developers and 
gamers.

Frustratingly long 
estimated delivery times 
on the app.

Simple and clear 
interfaces on the food 
delivery app.

"Come on, app! Why is the 
delivery taking so long?"


"Sweet, there's a discount 
code for my favorite 
restaurant!"
"Ugh, I'm starving. Need to 

order some food quick 
before this next level."


Gets frustrated if the app 
is slow or the ordering 
process is complicated.


Reorders from his favorite 
restaurants with minimal 
browsing to save time.


Uses the app during quick 
breaks between coding 
sessions or gaming 
matches.



HEAR SEE

SAY & DO

THiNK & FEEL
�
�

"I hope this food arrives 
before I get too hungry 
and rage quit my game."
"I need to get food fast so 

I can get back to coding/

gaming."


"Ugh, another long 
delivery? Maybe I should 
have just made some 
instant noodles."

Grumpy and hangry when 
he's waiting a long time for 
food.

Frustrated by slow 
delivery times that disrupt 
his coding or gaming 
sessions.

Satisfied when his food 
arrives quickly and allows 
him to get back to his 
activities.

Empathy Map 
Rohan

Fin.
-Ashritha akula

User Personas

Independent

Passive

Safe

Team player

Active

Risky

Messy Organized

Busy Time rich

Analytical Creative

Introvert Extrovert

Personality

Ria
“Health is a lifestyle”

� Age: 38  Gender: Femal�
� Occupation: Marketing Manage�
� Location: Hyderaba�
� Lives alone and has a pet cat�
� Tries to be as healthy as possible

Ria is a busy working professional who leads a hectic lifestyle. She 
prioritizes healthy eating but often finds herself short on time to 
cook elaborate meals at home. Food delivery apps have become a 
convenient way for her to explore new restaurants and cuisines 
without the hassle of dining out.  However, Ria can be quite critical 
when choosing a restaurant and heavily relies on user reviews to 
ensure a good dining experience.  She expects the app to be user-
friendly and transparent about pricing,  becoming frustrated by 
hidden fees or a poor customer service experience.

Narrative

Interests

Trying new cuisines,

Healthy eating and 
Pilates

Socializing with 
friends and hosting 
game nights at her 
apartment

Influences

Restaurant review 
websites

Food bloggers on 
social media

Recommendations 
from friends

Goals

Find a reliable food 
delivery app with a 
wide variety of 
quality restaurants 
to choose from.

Quick Delivery

Healthy options

Needs and Expectations

Access to a diverse range 
of cuisines, including 
healthy and vegetarian 
options.


Extensive and reliable 
restaurant ratings & 
reviews to make informed 
decisions.

Efficient and user-friendly 
app interface for easy 
browsing and ordering.

Motivations

Save time on 
cooking

Explore new culinary 
options

Enjoy a delicious 
meal at home 
without the hassle 
of dining out

Pain points and Frustrations

Inaccurate or misleading 
restaurant reviews that 
lead to disappointment 
with the food or food 
claiming to be healthy 
when it is not.


Hidden charges and 
surprise fees at checkout.

Multiple order tracking 
when hosting parties

Behaviour
This person meticulously reads restaurant reviews and uses filters 
to find healthier options before ordering food.

Independent

Passive

Safe

Team player

Active

Risky

Messy Organized

Busy Time rich

Analytical Creative

Introvert Extrovert

Personality

Rohan
“I Live to Eat and Game”

� Age: 24 Gender: Femal�
� Occupation: Game Develope�
� Location: Delh�
� Loves spending time in his man cav�
� Internet person

Rohan is a passionate game developer who pours his heart and soul 
into creating new and exciting games. He works long hours, often 
fueled by late-night coding sessions or gaming sessions he indulges 
in due to “research “ purposes.  Food delivery apps are a lifesaver for 
him, providing a convenient way to get the fuel he needs to keep his 
momentum going without any hassle. Speed and affordability are his 
top priorities.  Rohan appreciates a simple and efficient app interface 
that allows him to order his food quickly and receive it promptly.

Narrative

Interests

Game development 
(especially coding 
and designing new 
games) Playing video games 

(both solo and 
online multiplayer)

Going on  gaming 
marathon with his 
team

Influences

Favourite game 
developers and 
studios

Gaming events and 
esports 
tournaments

Goals

Quick Delivery
Open late in the 
night too

Needs and Expectations

Fast, affordable and 
reliable delivery times, 
especially during peak 
hours.


A streamlined ordering 
process that allows for 
quick food selection and 
checkout.

Clear estimated delivery 
timeframes to manage 
expectations.

Motivations

Avoids cooking 
altogether

Prioritizes 
convenience and 
affordability over a 
fancy dining 
experience.

Pain points and Frustrations

Long or inaccurate 
estimated delivery 
delivery times that leave 
him waiting for food after 
a long workday or in 
between gaming sessions.

Limited options for cash 
on delivery payments, 
restricting his payment 
methods.

States that do not specify 
the restaurants that 
deliver and those that 
don't.

Behaviour
Often reorders from favorite restaurants to minimize decision 
fatigue, prioritizing speed and convenience for quick returns to 
coding or gaming. Rarely uses premium features, leveraging app 
promotions to save money, and only leaves reviews for particularly 
negative experiences.

A little bit about the process
For the initial step, I began by jotting down a comprehensive list of potential questions, which I then refined to ensure 
the survey could be completed in less than 15 minutes. To enhance engagement, I themed the questions around food, 
making the survey more relatable and enjoyable for participants. Additionally, I offered a cookie as a token of 
appreciation for their time, given the survey's length. The survey was hosted on Tally Forms, providing a seamless 
experience for respondents. The collected data was then visually represented, allowing for clear and insightful analysis.

Survey questions

Dish or Diss- A Food Delivery App survey

Survey results (charts and graphs)

A census for foodies (Demographics) �
� What is your name? (Optional�
� What is your gender? (Male, Female, Non-binary, Prefer not to say�
� How old are you? (Select age range�
� What is your occupation? (Select occupation type�
� Where are you located? (City, State�
� What is your monthly income range? (Select income range�
� What is your relationship status? (Single, Married, Living with partner�
� Do you have any children? (Yes/No�
� If yes how many?

Your food delivery habits (Introduction Questions) �
� How often do you use food delivery service apps? (Never, Less than once a month, Once a month, 2-3 times a month, 

Once a week, Several times a week�
� Which food delivery app do you use the most frequently? (app list- Zomato,Swiggy,Dunzo,Uber Eats and Ola Eats) + 

other (which lets them to enter the app name if it is not on the list�
� Who do you usually order for (yourself, family, friends, others)? (Select all that apply�
� Why do you choose to use such food delivery apps? (Convenience,Variety of restaurants, Special offers and discounts, 

Other (Please specify)) (Select all that apply�
� Why do you prefer using a food delivery app instead of other methods (e.g., calling the restaurant directly)? (Open 

ended)

Lets get into the details (Topic-Specific Questions) �
� How do you feel about ordering food through food delivery apps? (Very positive,Positive,Neutral,Negative,Very 

negative�
� How long does it take for you to find a restaurant and place your order? (Less than 5 minutes, 5-10 minutes, 10-15 

minutes, 15-20 minutes, More than 20 minutes�
� What are some of the major factors that you consider when you choose a certain restaurant from the apps? (Cuisine 

type, Restaurant ratings and reviews, Delivery fees, Minimum order value, Estimated delivery time, Promotions and 
discounts, Other (Please specify))(Select all that apply�

� What are some things that you would check for if you had to order from a local restaurant that you have not tried 
previously? (Restaurant reviews and ratings


      Menu variety, Photos of the food, Minimum order value, Delivery fees, Special dietary options, Other (Please specify))    .         
(Select all that apply�
� When was the last time you ordered food using food delivery apps? (Date�
� How has the pandemic affected you and your decision to use food delivery apps? (Open ended�
� Do you read the restaurant reviews before ordering food or trying a new dish from a new restaurant from the food 

delivery apps? (Always, Sometimes, Rarely, Never�
� Is this feature advantageous or not and why�
� What are the things you like most about the app you use the most? (Open ended�

� Why do you like these features? (Open ended�
� What are the things you dislike about the app you use the most? (Open ended�

� Why do you dislike these features? (Open ended�
� Do you pay a premium for additional features or services within the food delivery apps you use the most? If yes, what 

kind of features? If no, why not ? (open ended) 

The final course (Wrap Up Questions) �
� In your opinion, what could food delivery apps do differently? (Open ended�
� What are your thoughts on the future of food delivery apps? (Open ended�
� Anything else you'd like to share? (Open ended)

Made with

I conducted in-depth interviews with a diverse group of 15 participants, ranging in age from 20 to 45 years old, to gain 
insights into their usage patterns, preferences, psychographics, and the challenges they face when using online food 
delivery apps.

15 
participants  

I had interviewed 15 food delivery app users 
through a survey

20-45 
Age Range  

Though skewed this age range gave various 
insights as per their usage

5 
Cities 

The people who participated were mainly from 5 
cities in India including Tier 1 and 2 cities

Male

Female

Non Binary
6.7%

20%

73.3%

Single

Married
Living with partner

6.7%

26.7%

66.7%

Yes
No

Yes No
0.0

2.5

5.0

7.5

10.0

12.5

15.0

Children

Under 25k
25-50k
50-75k
75-1 Lakh
1 Lakh +

13.2%

19.9%

33.1%

33.1%

User Research FOR A FOOD DELIVERY APP

Never

Less than once a month

Once a month

2-3 times a month

once a week

Several times a week

Every other day

Everyday

26.3%

6.6%

26.3%

26.3%

#1 Zomato

87% 

13 responses

60% 

9 responses

#2 Swiggy

13% 

2 responses

#3 Dunzo

0% 

0 responses

#4 Uber Eats

0% 

0 responses

#6 Ola Food

Food delivery app popularity

� A majority (74%) of users order for themselves or their family�
� Convenience reigns supreme (93%) for food app users. Variety is a big draw (60%), but discounts come in third 

(47%). Some users prioritize food options and app familiarity, suggesting opportunities for curation and a wider 
reach�

� Convenience is the king of food delivery apps (mentioned in 9 responses: with words "easier," "convenient," 
"less effort"). Users highlight the ease of browsing menus, avoiding phone calls (disliked by 4 users for reasons 
like social anxiety or lack of patience), and order tracking (mentioned in 3 responses) as key advantages over 
traditional methods�

� Users mostly view ordering food through delivery apps positively (73%), valuing the convenience offered, even 
though the time spent varies. There's room for improvement, but the absence of very negative responses 
indicates overall satisfaction.



Top Priorities�
� Cuisine Type (80%): This is the overwhelming top factor, highlighting users' desire for specific food types�
� Restaurant Ratings & Reviews (67%): User trust and past experiences are crucial, with a significant portion 

relying on ratings and reviews�
� Estimated Delivery Time (67%): Speed of delivery is a major concern for many users, influencing their restaurant 

selection.



Secondary Considerations�
� Promotions & Discounts (40%): Deals and discounts entice a good portion of users, but are not the primary 

driver�
� Delivery Fees (33%): While cost of delivery matters, it's less important than the first three factors�
� Minimum Order Value (27%): This might influence some users, but it's not a major deciding factor.



Other factors (13%)�
� Cash on Delivery (COD) restrictions: As mentioned in the "Other" responses, some users prioritise 

restaurants that cater to cash on delivery payments, even if it means placing multiple orders to meet 
minimum order value requirements�

� When ordering from a local restaurant for the first time, users primarily consider restaurant reviews and ratings 
(93%) and menu variety (93%). They also value photos of the food (53%) but are less concerned about 
minimum order value (13%), delivery fees (20%), or special dietary options (13%�

� The pandemic has had varied effects on the use of food delivery apps. While some users didn't change their 
habits ("Did not affect me," "Not much of a difference"), others prioritised hygiene ("Hygiene is the important 
aspect") or started using no-contact delivery options ("We didn't use them for a while and then started using 
the no-contact delivery option"). Some felt the pandemic didn't directly impact their app usage, attributing it 
more to factors like access to money and living away from home�

� Majority of users (80%) read restaurant reviews before ordering food or trying a new dish from a new restaurant 
on food delivery apps, with 33% doing so always and 47% sometimes. This indicates that reviews play a 
significant role in influencing users' decisions when it comes to ordering food through these app�

� Approximately 91% of users find reading restaurant reviews on food delivery apps advantageous, citing benefits 
such as avoiding poorly reviewed places, gaining menu insight, and making informed decisions. Some value its 
convenience and time-saving aspects. However, one user noted that it can lead to family indecision. Overall, 
reviews are seen as crucial for ensuring food quality and making reliable choices�

� Users appreciate the feature of reading restaurant reviews on food delivery apps because it helps them make 
informed decisions, avoid poorly reviewed places, and understand menu offerings. They also value the 
convenience of reordering the same items and the ability to maintain mealtime structure by sorting restaurants 
based on delivery time. Overall, these features enhance the user experience by providing useful information, 
saving time, and helping users make reliable choices�

� Users have various dislikes about their most-used food delivery apps, including slow delivery, high fees, 
minimum cash on delivery limits, confusing interfaces, and poor customer support. They also mention issues like 
heavy delivery fees, inconsistent food images, limited cash on delivery options, and delivery distance 
restrictions. Concerns about sponsored outlets, misleading offers, and inaccurate ETAs are common. Users also 
express uncertainty about tips for drivers and the visibility of lower-quality restaurants in search results. Hidden 
charges are a significant point of dissatisfaction. Overall, these dislikes revolve around fees, transparency, 
customer support, app interface design, and service quality�

� Users dislike these features of food delivery apps for various reasons. These include concerns about food 
arriving cold and soggy, dissatisfaction with platform fees, inconvenience of placing multiple orders with cash-
only payment, anxiety caused by misleading food images, and frustration with distance restrictions. Some users 
feel that these features influence their food choices and lead to a lack of trust in the app. Overall, these dislikes 
revolve around issues related to food quality, fees, convenience, trust, and the overall user experience.



Improvements and Additional Features:

Users suggest various improvements, including increasing cash on delivery limits, faster ordering processes, more 
discounts, and the ability to view customer reviews similar to Amazon. Some users also desire clearer distinctions 
between cloud kitchens and traditional restaurants. Additionally, there are requests for city-wide delivery options 
and the ability to order from multiple restaurants in a single order.



Premium Features:

While some users pay for premium features like dining offers, membership options for ease of ordering and 
discounts, and Zomato Gold for quicker delivery, others do not pay for premium features. Reasons for not paying 
include not seeing the need for them or feeling that their experience is already fulfilling without them.



Suggestions for Improvement:

Users suggest that food delivery apps offer more discounts, implement stricter restaurant onboarding criteria, 
improve customer experience, and be more honest. Some suggest using drones for delivery and showing more 
variety in food options. Others emphasize the importance of being less exploitative towards delivery drivers and 
implementing features like group ordering with automatic split payments.



Future of Food Delivery Apps:

Users envision various advancements for the future of food delivery apps, such as automated deliveries without 
human interference, using AI to order food based on thoughts, and faster meal prep times through advanced 
analytics. Some foresee high competition in the market, while others hope that people will return to restaurants 
more often, reducing the reliance on food delivery apps. There are also desires for apps to read minds and order 
exactly what the user is craving, as well as reducing choice fatigue. Overall, users believe that food delivery apps 
are already quite advanced and efficient, with further improvements focusing on enhancing features and efficiency. 

Gender Relationship Status

Income range per month

Usage Frequency

Insights derived from the survey (key takeaways)

�� User Behavior and Preferences�
� Users prioritize convenience (93%) over variety (60%) and discounts (47%)�
� Top priorities include cuisine type (80%), restaurant ratings & reviews (67%), and estimated delivery time 

(67%)�
� 75 % of users are in their 20s and the rest are in their late 30�

�� Advantages of Food Delivery Apps�
� Reading restaurant reviews is highly valued, with approximately 91% of users finding it beneficial�
� Users appreciate the convenience of browsing menus, avoiding phone calls, and order trackin�

�� Pandemic Impact�
� The pandemic has led to varied effects on app usage, with some users prioritizing hygiene and others using 

no-contact delivery options�

�� Dislikes and Suggestions for Improvement�
� Users dislike slow delivery, high fees, confusing interfaces, and poor customer support�
� Suggestions for improvement include increasing cash on delivery limits, faster ordering processes, more 

discounts, and clearer distinctions between cloud kitchens and traditional restaurants�

�� Premium Features and Future Expectations�
� Some users pay for premium features like dining offers and membership options, while others do not see the 

need for them�
� Future expectations for food delivery apps include automated deliveries, AI-based food ordering, and faster 

meal prep times. 


Overall Insights�
� Users value convenience, reliability, and transparency in food delivery apps�
� There is a strong reliance on restaurant ratings & reviews for decision-making�
� Opportunities exist for apps to improve in areas such as fees, delivery times, and customer support to 

enhance user experience.

#4 Other 
Dominos

24% 

3 responses

Competition Analysis of the top 3 food 
delivery apps

Features

Delivery options

Payment methods

Order tracking

Menu variety

User interface 
design

Accessibility

Customer reviews 
and ratings

Customer support 
quality

App performance

User 
Experience

Premium Features

Market 
Position

Market share

Brand recognition

MAU

Order Volume

Partnerships and 
Alliances

Overall 
Performance

Revenue

Market Expansion

Wide Range:  
Offers delivery from a vast 
network of partnered 
restaurants and cloud 
kitchens, catering to 
diverse preferences.

Multiple Options:  
Accepts major credit/debit 
cards, net banking, cash 
on delivery (COD), and 
potentially digital wallets 
like UPI for convenient 
cashless transactions.

Real-Time Updates: 
Provides detailed in-app 
order tracking with 
estimated delivery time, 
live location of delivery 
personnel, and order 
status updates.

Flexibility:  
Users can potentially 
choose between express 
delivery options from 
partnered fleets or 
restaurant-specific 
deliveries.

Scheduled Delivery: 
Allows users to schedule 
their orders for a later 
time, ensuring the food 
arrives exactly when 
needed.

Security: 

Zomato prioritizes secure 
transactions through 
partnerships with 
payment gateways.

Transparency: Users can 
easily monitor the 
progress of their orders on 
the map, facilitating 
planning and reducing 
anxiety.

Notifications: Sends 
notifications at key stages 
of the order process 
(order placed, preparing, 
out for delivery, delivered).

Unmatched Selection: 
Aggregates menus from a 
wide variety of restaurants 
across various cuisines 
and locations, offering the 
most extensive options.

Intuitive Navigation:  
The app provides a user-
friendly interface with 
clear menus, search 
functions, and filtering 
options, simplifying 
ordering.

Discovery Features: 
Zomato allows users to 
browse menus, filter by 
cuisine, price range, and 
dietary preferences, 
aiding exploration and 
discovery.

Customization: 

Users are able to 
personalize their 
experience with curated 
feeds, restaurant 
recommendations, and 
saved favorites. Veg only 
mode etc

Multilingual Support: 
Available in multiple 
languages catering to 
diverse user 
demographics.

Wide Availability:  
The Zomato app is  
available on major 
platforms (Android, iOS) 
and might cater to a wider 
range of devices.

Geographic Reach: 
Zomato's services might 
be available in a larger 
number of cities and 
towns compared to its 
competitors

Voice Search:  
Allows users to search for 
restaurants and dishes 
using voice commands.


Zomato Gold:  
Offers benefits like 
discounts on dining out 
and complimentary dishes 
and Priority Delivery only 
on Zomato app

Comprehensive Reviews: 
Zomato boasts a large 
user base with extensive 
reviews and ratings for 
both restaurants and 
delivery services on the 
web stores. This allows 
users to gauge overall 
experience.

Multiple Channels: In App 

Chat Support, Email 

Support and FAQs 
Zomato offers 24/7 in-app 
chat and phone support 
for order issues and 
general inquiries. 
However, some user 
reviews mention 
occasional long wait times 
or difficulty reaching 
representatives compared 
to Swiggy.

User-Friendly Interface:  
Zomato offers a user-friendly interface for 
browsing restaurants, customizing orders, and 
exploring various cuisines. However, the app can 
experience occasional slowdowns during peak 
hours compared to Swiggy's optimized 
performance.

As of H1 2023, Zomato 
held the lead with an 
estimated 54% market 

share in the Indian food 
delivery space [Source: 
Inc42].

Following closely behind, 
Swiggy captured an 
estimated 46% market 

share in H1 2023 [Source: 
Inc42].

Reviews: 

Play store-4.5 
App Store-4.6

Reviews: 

Play store-4.3 
App Store-4.4  

Most users migrated to 
zomato

Swiggy One:  
Offers benefits like free 
delivery and no surge 
pricing, special discounts, 
offers for premium 
subscribers across all 
their sub services such as 
instamart, genie and 
dineout.

All Rounder Reviews: 

Users used to use swiggy 
only for food delivery but 
now with the introduction 
of genie and instamart its 
user back is increasing

Faster Response:  
Swiggy has a reputation 
for providing customer 
support with faster 
response times compared 
to Zomato. This might be 
due to their 24/7 in-app 
chat and call support 
options.

Smooth Functionality: 
Swiggy's app is known for 
its smooth performance 
and user-friendly design. 
It excels in handling high 
volumes of orders 
compared to Zomato,  
which can experience 
occasional slowdowns.

Extensive Network: 
Swiggy offers a wide 
network of partnered 
restaurants and cloud 
kitchens, providing 
diverse delivery options.

Scheduled Delivery: 
Users can schedule 
deliveries for a later time, 
making it convenient for 
planning meals in 
advance.

Multiple Options:  
Accepts major credit/debit 
cards, net banking, cash 
on delivery (COD), and 
potentially digital wallets 
like UPI, offering flexibility 
in payment methods.

Security:  
Swiggy prioritizes secure 
transactions through 
partnerships with 
payment gateways.

Convenience: 

Users can choose 
between express delivery 
options and restaurant-
specific deliveries based 
on their preferences.

Multiple Options:  
Accepts major credit/debit 
cards, net banking, cash 
on delivery (COD), and 
potentially digital wallets 
like UPI, offering flexibility 
in payment methods.

Transparency:   
Similar to Zomato, Swiggy 
offers transparency to 
users regarding the 
progress of their orders.

Notifications:  
Sends notifications at key 
stages of the order 
process (order placed, 
preparing, out for delivery, 
delivered).

Additional features: 

Unique features like 
legends and everyday to 
break monotomy

Vast Selection:  
Swiggy offers a very wide 
selection of menus from a 
large network of 
restaurants, catering to 
various cuisines and 
dietary preferences.

Exploration Features: 
Swiggy provides features 
for browsing menus, 
filtering by cuisine, price 
range, and dietary needs, 
aiding exploration.

Must Trys and awards: 

You can order match day 
combos, and swiggy 
restaurent award winners 
menu to keep things 
interesting

Clean and Intuitive UI: 
Simple and easy-to-use 
interface.Efficient search 
functionality with multiple 
filters for convenience.

Wide Availability:  
The Zomato app is likely 
available on major 
platforms (Android, iOS) 
and might cater to a wider 
range of devices.

Multilingual Support: 
Supports several regional 
languages.


Accessibility Features: 
Designed to be accessible 
for users with disabilities, 
including text-to-speech 
and high-contrast options.

Geographic Reach: 
Swiggy services are 
available in a larger 
number of cities and 
towns compared to its 
competitors

30-Minute Delivery: 
Promises delivery within 
30 minutes or offers 
compensation (terms and 
conditions apply).


Speed and Control: 
Dominos prioritizes fast 
deliveries, primarily 
utilizing its own delivery 
fleet for hot pizzas, 
potentially leading to 
faster service compared 
to partnered fleets in 
Zomato and Swiggy. By 
using their own delivery 
personnel, Domino's might 
have more control over 
delivery times and ensure 
consistent service quality.


Multiple Options:  
Accepts major credit/debit 
cards, net banking, cash 
on delivery (COD), and 
potentially digital wallets 
like UPI for convenient 
cashless transactions.

Simpler Interface:   
The Domino's app might 
offer order tracking, but 
the interface could be 
simpler compared to the 
detailed features in 
Zomato and Swiggy.

Limited Information: 
Domino's tracking focuses 
on basic information like 
order status and 
estimated delivery time, 
with less emphasis on live 
location updates.

Security: 

prioritizes secure 
transactions through 
partnerships with 
payment gateways.

Limited Scope:  
Domino's offers only its 
own pizza menu with 
limited customization 
options compared to the 
vast restaurant selections 
provided by Zomato and 
Swiggy.

Focus on Pizza:  
Users seeking cuisines 
beyond pizza would not 
find variety on the 
Domino's app.This might 
be a blessing or a curse

Streamlined Ordering:  
The Domino's app 
prioritizes ease of 
ordering pizzas with clear 
visuals, a focus on quick 
menu navigation, and 
options for customization.

Geographic Reach: 
Domino's delivery might 
be limited to areas with 
Domino's outlets, 
potentially restricting 
accessibility compared to 
the wider coverage of 
Zomato and Swiggy.

Established System: 
Domino's  has a loyalty 
program rewarding points 
for frequent pizza 
purchases, redeemable for 
future orders.


Referral Incentives: 
Domino's might offer 
referral programs with 
bonuses for both the 
referrer and the new user, 
attracting new customers.


Familiarity:   
For users familiar with the 
Domino's menu, the app's 
design facilitates quick 
and efficient ordering.

In App Coupons: 

Migrating to using the app 
instead of ordering 
through food delivery 
giants is a bonus, and 
Domino's rewards that 
action.

Focus on Pizza Quality: 
Reviews for the Domino's 
app primarily focus on 
pizza just like the app a. It 
provides emphasis on 
delivering pizza and thats 
why has great ratings.

Primarily Phone Support:  
Domino's customer 
support is primarily 
reachable through phone 
calls.  While wait times 
might vary, the focus on 
phone support ensures 
personalized interaction 
for order issues or 
inquiries. They also do 
have in app and email 
support

Streamlined Ordering: 
The Domino's app is 
known for its stability and 
user-friendliness. It 
prioritizes a streamlined 
ordering process for their 
pizzas, ensuring fast and 
efficient app performance.


Since Domino's operates 
its own delivery network 
primarily, market share 
figures specific to online 
food aggregator platforms 
wouldn't apply. However, 
they hold a significant 
share in the pizza delivery 
market segment.


Domino's boasts strong 
brand recognition as a 
global pizza chain with a 
long-standing presence in 
India. Their brand extends 
beyond online delivery, 
encompassing physical 
outlets and established 
brand identity.


Specific MAU data for 
their app isn't publicly 
available. However, 
Domino's app downloads 
reached over 1.7 million in 
December 2019, indicating 
a sizeable user base 
[Source: Brego Business].

Reviews: 

Play store-4.1 
App Store-4.7  

”Love dominos and this 
app gives us exactly that ”

Zomato and Swiggy enjoy 
high brand recognition 
pan-India due to extensive 
marketing campaigns and 
widespread app usage.

Data on individual MAUs 
isn't readily available, but 
reports suggest their 
combined monthly app 
downloads averaged 
around 7.6 million between 
January and November 
2023, with Zomato leading 
slightly [Source: Inc42].

Data on individual MAUs 
isn't readily available, but 
reports suggest their 
combined monthly app 
downloads averaged 
around 7.6 million between 
January and November 
2023, with Zomato leading 
slightly [Source: Inc42].

Zomato and Swiggy enjoy 
high brand recognition 
pan-India due to extensive 
marketing campaigns and 
widespread app usage.

Highest Highest Mid Range

Highest Highest High but in the pizza 
delivery space

60 Billion Indian rupees  
(720 million USD) 
2022-2023 

[Source: Statista]

Around 54 Billion Indian 
rupees  (650 million USD) 
2022 
[Source: Statista]

193 million Indian rupees  
(2.3 million USD) as of 
2017 
[Source: 
Breggobusiness.com]

Domino's market 
expansion strategy 
involves opening new 
physical outlets across 
India, increasing their 
geographical footprint and 
brand presence. They 
typically open 100-150 
new outlets each year.

Acquired UberEats India in 
2014 and then Grofers in 
2022 and made it BlinkIt

Dineout in 2022

Ria

Rohan

Ria- The "Health is not a passion its a lifestyle" manager

Rohan- The "Orders 7 days a week - thala for a reason " techie

Empathy Mapping

User Persona

Primary research

Competition analysis


